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n recent decades, service activities in the U.S. economy have proliferated extensively. The service industry has replaced industrial manufacturing as the dominant form of business in America (Leidner, 1993) . This economic transition heralds the entrance into post-industrial society. Growth in the provision and consumption of "intangible" commodities (i.e., services) defines this transition (Gershuny, 1987; Mills, 1986 ) and symbolizes the current state of business in this country (Illeris, 1996) .
After World War II (Gershuny, 1983) through the last quarter of the 20th century (Mills, 1986) , the United States became known as the first service economy in the world. Estimates reveal that the percent of total employment in the service sector had grown progressively from 54.7% in 1950 54.7% in to 72.5% in 1992 54.7% in (Illeris, 1996 . According to the U.S. Census Bureau (2001) , the service and wholesale/retail trade industries alone comprised 57.3% (36.7% and 20.6%, respectively) of total employment in 2000, excluding service-oriented occupations within manufacturing and agriculture industries.
The shift from a manufacturing economy to a service economy in the United States is attributable to several factors such as: • The relocation of manufacturing activities to developing countries offering cheap labor (Shelp, 1981) .
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• Increased technological automation for manufacturing replacing manpower (Gershuny, 1983) , • America's rising wealth resulting in greater purchasing power stimulating the supply of services (Gershuny, 1983; Illeris, 1996) .
The point has also been made that "servicization" is a natural by-product of industrialization because service industries facilitate extractive and manufacturing activities and serve as a conduit for goods and products to be delivered to consumers (Riddle, 1987) .
EMOTIONAL lABOR
The decline in manufacturing jobs and the surge in service sector employment (Kuhn, 1994) have led to an increase in emotional labor as an essential component of job duties. Emotional labor was first defined by Hochschild (1983) as "the management of feeling to create a publicly observable facial and bodily display" in the context of service work. Three principal characteristics of jobs involving emotional labor are they:
• Require face to face or voice to voice contact with the public.
• Require the worker to produce an emotional state in another person (i.e., client or customer).
• Allow employers, through training and supervision, to exercise a degree of control over the emotional activities of employees.
Performing emotional labor requires effort and presents an occupational demand. This management of emotions in the context of work is recognized as a labor process that is sold for a wage and, therefore, is commoditized and has exchange value (Hochschild, 1983) .
Emotional labor. because it possesses an aspect of control over workers, can result in negative psychosocial outcomes such as job stress and burnout. More specifically, emotional labor creates routinized, processed feelings and emotional dissonance that threaten workers' sense of self, alienate workers from their true feelings, and produce an impression of "inauthenticity" (Hochschild, 1983; Leidner, 1999) . Because emotional labor occurs in jobs involving direct contact with customers, service work sometimes entails interactions with angry, hostile, or uncooperative customers. These interactions can be emotionally charged and a source of increased demand (Hochschild, 1983 (Hochschild, , 1989 Morris, 1996; Tolich, 1993) .
Interactive service workers engage in emotional labor through two methods: surface acting, by pretending or regulating one's emotional expressions; and deep acting, by consciously modifying one's emotions to express a desired emotion (Grandey, 2000; Hochschild, 1983) . Distinction between these methods is considered critical with respect to the consequences of carrying out emotional labor. As Hochschild (1983) originally described, surface acting is associated with inauthenticity.
Inauthenticity reflects the dissonance between emotions genuinely felt by the service worker and those that must be portrayed according to organizational expectations imposed onto service interactions. Hochschild (1983) further noted that surface acting could lead to decreased job satisfaction and self efficacy. Brotheridge (2002b) found that surface acting was negatively associated with authenticity, and deep acting was positively associated with authenticity in a heterogeneous sample of full time workers employed in client or customer-interactive jobs. Path analysis also confinned these same directional associations. Erickson (2001) studied a community based sample of workers holding a variety of occupations and also showed that hiding feelings of agitation is significantly associated with and predicts inauthenticity. The process of hiding can be likened to the performance of surface acting. Collectively, these findings provide evidence for Hochschild's original notion of the connectedness between surface acting and [in)authenticity.
Theorists (Abraham, 1998; Grandey, 2000; Morris, 1996; Rafaeli, 1987) further characterized the notion of inauthenticity as emotional dissonance to describe the conflict between emotions truly felt or experienced and those expressed to fu\till organizationally expected roles. In this sense, emotional dissonance is considered a dimension or facet of emotional labor rather than a consequence. Furthermore, consistent with Hochschild's ideas, Morris (1997) contended that events that cause emotional dissonance while on the job are what make service work more labor intensive and demanding because it requires greater effort to control true feelings. In an examination of "self focused" emotional labor (operationally consistent with surface acting and emotional dissonance), Pugliesi (1999) concluded that such a work demand decreases job satisfaction and increases job stress and physiological distress.
110
Conversely, when deep acting is successfully undertaken, workers evade feelings of phoniness or self estrangement. A sense of satisfaction over the ability to perform one's job and accomplish organizational expectations of emotional display are achieved (Hochschild, 1983) . In this sense. deep acting is thought to lead to low dissonance and have the opposite effect of surface acting (Kruml, 2oooa) . Additionally, Brotheridge (2002a) found that deep acting positively predicted a sense of personal accomplishment, further contributing to the notion of a potential protective effect. Altogether, these findings support the idea that associations between emotional labor and constructs of job related psychological well being are dependent on distinct uses of either surface or deep acting.
Numerous theorists and investigators since Hochschild's work have recognized the construct of emotionallabor among a variety of service industry occupations (Macdonald, 1996; Rafaeli, 1987; Steinberg, 1999) such as:
• Fast food workers (Leidner, 1993) .
• Bill collectors (Sutton, 1991) .
• Waitresses (Paules, 1991) .
• Grocery clerks (Tolich, 1993) .
• Paralegals (Lively, 2002; Pierce, 1999) .
• Police officers (Martin, 1999) .
• Nurses (Bolton, 2000; Henderson, 200 I; Martschinke, 1996; O'Brien, 1994; Staden, 1998) .
• Disney employees (Bryman, 1999) .
As the idea of emotional labor is increasingly acknowledged, researchers continue to note the psychosocial effects of emotional labor (Abiala, 1999; James, 1989; Smith, 1997; Wharton, 1995 Wharton, , 1999 . Ashforth and Humphrey (1993) offered a perspective operationalizing emotional labor as "the act of displaying the appropriate emotion." They reframe Hochschild's notion of feeling rules as display rules. This modification emphasizes external observable behavior (i.e., that which is displayed) rather than the internal emotional experience (i.e., that which is felt) of the service worker. Refocusing from the internal to the external decouples the experience of emotion from the expression of emotion. Display rules are shaped by occupational, organizational, and larger societal norms and expectations that provide some basis upon which the quality of service work conducted is evaluated.
THEORETICAL EVOLUTION

Ashforlh and Humphrey
Behavior, rather than emotion, is presented as the key component of the emotional labor construct. Accordingly, the authors declare that emotional labor can facilitate "task effectiveness," which considers the benefit of the service relationship more in terms of the service recipient rather than the service provider. Ashforth and Humphrey recognize that display rules vary according to cultural and societal factors reflective of power status ascribed to particular occupational titles and roles (e.g., physicians, law enforcement, teachers), thus influencing service transactions. A greater power differential or imbalance in favor of the service agent, occupation, or organization allows for greater latitude to alter or adjust the degree of compliance with display rules.
Another variation on emotional labor lies in the interpretation of surface acting and deep acting. Although generally consistent with Hochshcild's original description of these dimensions, Ashforth and Humphrey assert that because service roles tend to be repetitive and scripted, surface and deep acting can become "habitual [ly] routine," making the performance of emotional labor "relatively effortless." Though the authors note that engaging in emotional labor can be deleterious to well being when genuine emotion is not consistent with expressed emotions, the process in which this occurs is not explored. Moreover, the implication that emotional labor may indeed have no adverse consequences to the service worker is represented with this view.
Ashforth and Humphrey further identify social identity theory as a guiding reference for their perspective of emotional labor. Social identity theory describes the process of an individual's social identification based on the perception of belonging to a group classification. Assuming typical characteristics of a particular group leads to "self stereotyping" and depersonalization of the self. Under this principle, the authors suggest that the effects of emotional labor are moderated by the worker's identification with the service role or occupation; thus, the greater the identification, the stronger the potential positive effects (i.e., facilitating authentic self expression, identity enhancement, willingness to comply with display rules). On the other hand, the weaker the identification, the stronger the potential negative effects (i.e., emotive dissonance and self alienation) on the worker. Individual and situational factors in the context of the service role and context identification and in reaction to organizational demands (e.g., display rules) are also recognized to variably moderate such outcomes. Morris and Feldman (1996) presented a perspective of emotional labor that expanded ideas previously developed by Hochschild and Ashforth and Humphrey. Defining emotional labor as "the effort, planning, and control needed to express organizationally desired emotion during interpersonal transactions" (Morris, 1996) , they claim a view rooted in an interactionist model of emotion. Under the interactionist model, an individual comprehends emotions through understanding of the social environment in which emotions are socially constructed and expressed. Thus, consistent with earlier theory of emotional labor, the authors recognize that the experience and expression of emotion is subject to external influences as well as managed by the individual. Additionally, Morris and Feldman agree with Hochschild's (1983) original characterizations that emotional labor requires effort, emotional expression has become commoditized, and organizational rules are typically set to dictate and control the expression of emotions.
Morris and Feldman
Reconstructing emotional labor, Morris and Feldman (1997) assert that it primarily consists of three components:
• Frequency of interaction.
• Duration of interaction.
• Emotional dissonance. This three-component conceptualization is a revision from the authors' original proposal that characterized emotional labor as consisting of four components:
• Frequency of emotional display.
• Attentiveness (composed of intensity and duration) to required display rules.
• Variety of expressed emotions.
• Emotional dissonance.
Surface acting and deep acting are omitted from the revised conceptualization and only mentioned as minor determinants or aspects of intensity (as a dimension of attentiveness to display rules) in their original proposal. In relation to surface acting, though, some degree of consistency is apparent in the authors' description of emotional dissonance as "conflict between genuinely felt emotions and emotions required to be displayed" (Morris, 1996) . This multi-dimensional version depicts emotional labor as a more complex construct than previously conceived to capture numerous intricacies involved in service transactions.
Using the three-component conceptualization, Morris and Feldman (1997) explored both antecedents and consequences of emotional labor using a sample of debt collectors, military recruiters, and nurses. The antecedents identified include:
• Explicitness of display rules.
• Routineness of task.
• Job autonomy.
• Power of role receiver.
These factors focus on critical organizational and job contexts, and factors related to the individual (e.g., gender, affectivity) were not examined. Of note, the authors found that emotional dissonance (as a component of emotional labor) was positively predicted by task routineness and negatively predicted by job autonomy. The consequences of emotional labor selected were: • Emotional exhaustion.
• Job satisfaction.
• Role internalization.
The component of emotional dissonance was found to positively predict emotional exhaustion and negatively predict job satisfaction (Morris, 1997) . Emotional dissonance, as portrayed by Morris and Feldman, is similar to Hochschild's (1983) conception of surface acting. Considering the consistency in operational definitions, these findings support the idea that emotional labor (surface acting, specifically) is associated with routinized, low control work, and, in tum, can result in adverse effects for service workers.
The perspective offered by Morris and Feldman attempts to formalize an "evolved" working model of emotional labor, and is considerably different from those previously extended. As discussed, the construct of emotional labor is represented by three distinct components and omits surface acting and deep acting. This modification does not consider nor depict the process of how individuals actually manage emotions. Also, in terms of antecedent factors, individual worker characteristics are not included us potential predictors of emotional labor-only aspects reflective of the workenvi-ronment are. Further, the associations between antecedents and emotional labor and emotional labor and consequences are examined in isolation without exploring the potential collective relationships of all three groups (e.g., the moderating or mediating effects of the components of emotional labor between antecedent variables and consequent variables).
Kruml and Gsddss
In response to a variety of conflicting and competing views of emotional labor, Kruml and Geddes (2000a) offered a formalized model with the intent to be faithful to Hochschild's (1983) original emotion management perspective. Development of the model was driven by the creation of a general emotional labor scale to establish distinct dimensions of emotional labor and potential antecedents. Scale items were first generated through examination of Hochschild's original interviews, interviews with various service workers, and review by other emotional labor researchers. Subsequent distribution of the scale to a larger sample allowed for factor analyses and scale refinement. Results led to two distinct dimensions of emotional labor labeled emotive dissonance and emotive effort, compared to surface acting and active deep acting, respectively.
Additionally, a number of "antecedent" factors were produced accounting for personal characteristics (e.g., age, gender, occupational tenure, emotional contagiousness) and job characteristics (e.g., customer affect, display training, emotional attachment, display latitude). Using structural equation modeling, the authors examined how these antecedent factors related to the performance of emotional labor. Kruml and Geddes found that workers are most likely to experience emotive dissonance when they: • Are men.
• Are older.
• Are not emotionally attached to customers.
• Encounter negative emotions from customers.
• Do not experience emotional contagion.
• Have less latitude in emotional expression.
Conversely, workers are likely to exercise emotive effort when they: • Are older.
• Are given more training for emotional expression.
• Have less experience working with the public.
• Respond with emotional contagion.
These findings provide evidence that antecedent factors can act on either type of emotional labor in different ways and, thus, should be examined.
Kruml and Geddes' effort was a sound attempt to formalize an emotional labor model that preserved Hochshcild's original conceptions of the construct. By considering a variety of antecedent factors, the model effectively incorporates traditional and conventional thought that personal and job characteristics influence the performance of emotional labor. Although a number of antecedent factors were examined, the authors suggest 112 others should be explored to further explain the performance of emotional labor. More important, theirs was the first model to specifically distinguish the processes of surface acting (emotive dissonance) and deep acting (emotive effort) in accordance with Hochschild's definitions. Further, quantitative assessment of thesedimensions was performed prompting researchers to explore an alternative method to measure emotional labor compared to previous, customary qualitative methods.
A limitation to Kruml and Geddes' model is that outcomes or consequences of emotional labor are not formally built in. The authors allude to the notion that each type of emotional labor may uniquely predict work and personal outcomes. Subsequent analyses (Kruml, 2000a) attempted to extend the model by examining four specific outcomes: emotional exhaustion, depersonalization, personal accomplishment, and job involvement. Results revealed that emotive dissonance (surface acting) was positively associated with emotional exhaustion and depersonalization, and negatively associated with personal accomplishment and job involvement.
Conversely, emotive effort was negatively associated with emotional exhaustion and depersonalization, and positively associated with personal accomplishment and job involvement. The authors concluded that workers who express true feelings (through less emotive dissonance or more emotive effort) in client or customer interactions are "healthier" than those who do not (Kruml, 2000a) . Particular outcomes were explored in the context of the model; however, a more generic categorization of outcomes providing a more adaptable structure would be helpful in guiding additional research.
Another feature of the Kruml and Geddes perspective (not confined to their emotional labor model) lies in their discussion of human resource implications. The authors assert that organizational adjustments can be made to help protect the emotional well being of service workers. A recommendation is made that companies pursue the following actions:
• Train employees to change their emotions (particularly when negative customer encounters are expected).
• Allow opportunities for employees to become emotionally attached to customers.
• Consider recruitment and hiring of individuals who are emotionally empathetic and susceptible to emotional contagion.
• Integrate job variety and rotation to limit exposure to dissonance-causing encounters.
• Redesign the physical work environment to one more conducive to coping with stress associated with emotive dissonance.
The rationale given for these measures is framed in the context of benefiting the worker by preventing or mitigating the experience of emotional dissonance (Kruml, 2000a (Kruml, , 2000b , which was established as the more adverse form of emotional labor. Although concern for worker well being is stated, Kruml and Geddes also assert that such endeavors ultimately work in favor of the organization or company by creating a work force amenable to conditions inherent to service oriented jobs.
Grandey
Grandey (2000) proposed a conceptual model that uses emotion regulation theory to characterize emotional labor. Emotion regulation theory is "the process by which individuals influence which emotions they have, when they have them, and how they experience and express these emotions" (Gross, 1998) . This description conforms to the construct of emotional labor as originally described by Hochschild. Emotional labor is operationalized as the process of regulating both feeling and expressions for organizational goals. This definition is not only consistent with Hochschild's work, but also integrates theories of emotional labor since. The model provides a comprehensive framework to investigate various dimensions and relationships of emotional labor. Previous efforts did not furnish a wide ranging perspective and omitted a variety of details that can affect emotional labor. Moreover, the performance of emotional labor was not necessarily considered central in other perspectives.
Grandey's emotional labor model specifically features the distinction between surface and deep acting. These methods embody the emotion regulation process and are pivotal components of the model. Accommodating the difference between the two forms of emotional labor allows investigation whether each style variably affects well being. The understanding that dissimilar processes are involved between the two forms has been conventionally supported since Hochschild's work, which Grandey's model emphasizes. Incorporating this dichotomized view of emotional labor permits testing both the mediating and moderating effects of emotional labor. The model additionally addresses how antecedent factors influence emotional labor and consequent outcomes for either the individual worker or the organization.
Grandey also includes situational variables inherent to the service interaction that lead to how workers perform emotional labor. The two categories of situational variables that directly impinge on emotional labor are specified as Interaction Expectations (e.g., frequency, duration, variety, display rules of service interactions) and Emotional Events (i.e., positive Or negative). Of additional relevance is the inclusion of personal and organizational characteristics that further affect how emotional labor is performed and experienced. Individual Factors (e.g., gender, emotional expressivity, emotional intelligence, affectivity) are identified to consider whether certain "types" of people are better suited to perform emotional labor. Organizational Factors (e.g., job autonomy, supervisor support, coworker support) incorporate work environment factors that also affect emotional labor.
Both groups of characteristics can be thought of as "risk factors" that make emotional labor either more or less harmful to outcome entities. The consideration of individual and organizational attributes corresponds with a public health perspective valuing the identification of factors that influence how individuals interface with a particular "hazard" or "agent." The model also functions as an inclusive, flexible framework by describing consequent outcomes of emotional labor for both Individual and Organizational Well Being contexts. While burnout and job satisfaction are listed as outcomes for Individual Well Being, customer service performance (which affects maintaining loyal customers and repeat business) and withdrawal behavior (representing absenteeism and turnover intentions) serve as Organizational outcomes.
The breadth and multi-dimensionality of Grandey's Emotional Labor model allows for investigating predictors and consequences of emotional labor, and, specifically examining if emotional labor mediates the relationship between antecedent or risk factors and certain outcomes. Although the model is rooted in psychology, it appropriately captures the essence of occupational health principles by considering a workplace hazard (e.g., surface acting) in combination with risk factors (e.g., affectivity) and its association with an adverse outcome for workers' health and well being.
DISCUSSION
From a viewpoint grounded in occupational health, considering the continued expansion of the service industry coincident with the decline in industrial/manufacturing activity, questions arise about the changing national character of worker health. Should one presume that workers in service occupations face less deleterious work related hazards because of the relative "safe" environment compared to those that exist in agricultural and manufacturing settings? More specifically, can general assumption be made that job duties for service workers are less straining to health and well being by virtue of the types of activities in which they engage? Affirmative responses may lead to a mistaken sense of confidence. Rather. as the landscape of work settings and sorts of job duties shift (such as from agriculture to manufacturing to service), so must the perspective with which worker health is examined. Exploration into contexts of service work may reveal potential and real emerging occupational "hazards" previously neither considered nor understood. Such risks, as they bear on worker health, cannot be overlooked and the notion that service work may indeed threaten worker well being must be recognized.
A variety of perspectives have been offered by emotional labor theorists that interpret and build upon Hochschild's original notion of the effect of service work on worker well being. Considering the progressive evolution since the initial thoughts on emotional labor, comparison between subsequent ideas and viewpoints can be difficult. Perhaps an appropriate assessment of these perspectives rests in their application consistent with identified research questions. For example, if the potential effects of consequences of emotional labor to the individual are being investigated, the perspectives presented by Morris and Feldman and Grandey would be suitable.
As stated previously, neither the Ashforth and Humphrey or the Kruml and Geddes perspective incorporates outcome(s) as a feature. If the role of antecedent factors are of primary interest, entit, "ICUS (e.g., individual, situational, organizational) must be distinguished. For factors related to the individual worker, each of the Ashforth and Humphrey, Kruml and Geddes, and Grandey views may be used. To incorporate situational and organizational factors, perspectives offered by Ashforth and Humphrey and Grandey may be more useful. Additionally, Morris and Feldman focus specifically on work environment factors.
Although earlier explorations of the construct of emotional labor resulted in an assortment of interpretations and understandings, the model theorized by Grandey appears to provide the most comprehensive and versatile point of view. The model accommodates the range of facets and complexities involved in servicework requiring the performance of emotional labor. As described above, a collection of both antecedent and outcome variables relevant for the individual, service interaction, and organization are integrated to consider their overalI inter-relatedness.
Additionally, Grandey's view of emotional labor hinges on the distinction between surface acting and deep acting and their respective effects making it consistent with the original concept of emotional labordeveloped by Hochschild. Further, Grandey's model is most functional for the practice of occupational health. The model accommodates the identification of emotional labor as a potential psychosocial hazard in the workplace while recognizing risk factors and determining consequences.
Considering the potential effect of performing emotional labor, occupational health nurses must be prepared to address the needs of the growing service work force and expanding service-oriented duties. Occupational health nurses hold a unique position allowing for the recognition, examination, and amelioration of psychosocial demands within the workplace. Beingresponsible for worker well being, while possessing insight of management concerns, presents the opportunity to handle the challenges associated with emotional labor. Understanding the evolving frameworks of emotional labor can certainly aid such efforts, Occupational health nurses can proactively address emotional labor as a real, emerging job demand. First,the determination of how the demand of emotional labor is imposedon workers mustbe explored. Company policies and operatingprocedures can be reviewed for orders that both explicitlyand implicitly call for emotional labor.
Second, awareness of organizational expectations of customer service interactions should be developed. The priority of customer satisfaction within the context of an organization's business can be assessed, particularly as it is impressed upon workers through managerial or supervisor actions, Third, occupational health nurses can recognize how the work force they serve tolerates the performance of emotional labor with respect to psychosocial well being. Assessment of the work force profile in terms of demographiccharacteristics (e.g. gender, age, race, ethnicity), heterogeneity of job duties and skill mix, and coping resources (e.g, disposition, emotional resiliency, social skills) can provide helpful information concerning reactions to the demands of emotional labor.
Fourth, interventions that limit the deleterious effects of emotional labor can be developed. For example, measures that relieve the pressure to perform surface actingor 114 minimize interactions with hostile clients or customers can be integrated as part of a health and safety program.
Lastly, occupational health nurses are primed to assist workers in coping with the stresses of emotional labor. A workplace culture that encourages supportive relationships among coworkers and with supervisors can counterbalance the demand of emotional labor and permit workers to communicate shared experiences and offer a source of comfort.
SUMMARY
The occupational experience of workers in serviceoriented jobs can have profound effects on their health and well being, such as burnout, inauthenticity, and job dissatisfaction. The growing service economy and resultant proliferation of service-oriented jobs in currenttimes and in the future must be acknowledged and investigated. The move from an economy driven by manufacturing industries to one dominated by service industries has taken place and currentlyprevails in the UnitedStates. In recognizing this shift in the "work" experience of the American work force, the changing nature of work related hazards must also be considered.
Emotional labor has come to be known as an appreciable aspect of work involving direct interactions with clients and customers that can lead to adverse psychosocial outcomes. These relationships reveal the potential unpleasantness of service employment in which the performance of emotional labor is unavoidable. Although worker attributes can influence the emotional experience on the job, emotional labor is also likely to threaten the well beingof workers through significantly highdemands to express organizationally desiredemotions and lowcontrol over whatemotions can be felt and displayed.
Recognition and investigation of emotional labor is necessary to understand its effects on worker populations. Conceptual models featuring emotional labor are available to guide research. However, discrimination among them based on utility and application in relation to identified study objectives and needs is essential. The current U.S. economy has transitioned from one based on agriculture and manufacturing to the first true service economy inthe world creating the need for emotional labor.
Emotional labor presents a real occupational demand to workers that can result inadverse psychosocial effects.
Theoretical perspectives ofemotional labor have evolved offering a variety ofapplications to examine worker well being. Grandey's conceptualization of emotional labor may be the most useful and appropriate for the field ofoccupational health.
Occupational health nurses must recognize the increasing use ofemotions as ajob duty in serviceoriented jobs and prepare to address this demand among worker populations they serve.
